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DETAILED ACTION 
Reopening of Prosecution-New ground of Rejection After Appeal 

1 . In view of the appeal Brief filed on 08/24/04, Examiner agreed with the applicant that the 
Crockett et al. reference used in the Final Rejection fails to meet the claimed limitation 
"quantifying at least one attribute" recited in claims 1, 19, 36 and 60. Examiner believes that the 
claimed limitation should be interpreted as "measuring an attribute" and the Crockett reference 
fails to measure (i.e., non binary Quantification) the fluency of an agent's language attribute. 
Therefore, PROSECUTION IS HEREBY REOPENED. Note, since prosecution of current 
application is reopened, the unentered After Final amendment filed on 06/16/2004 is entered. 
After performing an updated search, a newly discovered prior art Agusta reads on certain claims. 
The rejection is set forth below. 

To avoid abandonment of the application, appellant must exercise one of the following 
two options: 

(1) file a reply under 37 CFR 1.111 (if this Office action is non-final) or a reply under 37 
CFR 1.113 (if this Office action is final); or, 

(2) request reinstatement of the appeal. 

If reinstatement of the appeal is requested, such request must be accompanied by a 
supplemental appeal brief, but no new amendments, affidavits (37 CFR 1.130, 1.131 or 1,132) or 
other evidence are permitted. See 37 CFR 1.193(b)(2). 

Claim Rejections - 35 USC § 112 

2. The following is a quotation of the second paragraph of 35 U.S.C. 112: 

The specification shall conclude with one or more claims particularly pointing out and distinctly claiming the 
subject matter which the applicant regards as his invention. 
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3. Claim 7 recites the limitation "quantifying "N" number of attributes" in page 2, line 3 of 
the claim. There is insufficient antecedent basis for this limitation in the claim. It is not clear 
what is "N". 7, 25 and 48 

Regarding claims 25 and 48 are rejected for the same reasons as discussed above with 
respect to claim 7. 

Claim 8 recites the limitation "plotting said quantified "N" number of attributes" in page 
2, line 2 of the claim. There is insufficient antecedent basis for this limitation in the claim 

Regarding claims 10, 26, 49 and 60 are rejected for the same reasons as discussed above 
with respect to claim 8. 

Claim Rejections - 35 USC §102 

4. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by another filed 
in the United States before the invention by the applicant for patent or (2) a patent granted on an application for 
patent by another filed in the United States before the invention by the applicant for patent, except that an 
international application filed under the treaty defined in section 351(a) shall have the effects for purposes of this 
subsection of an application filed in the United States only if the international application designated the United 
States and was published under Article 2 1 (2) of such treaty in the English language. 

5. Claims 1-7, 11-15, 17, 19-25, 28-32, 34, 36-40, 42-48, 51-56, 58 and 80-85 are rejected 
under 35 U.S.C. 102(e) as being anticipated by Agusta (U.S. Patent No. 6,584,192). 

Regarding claim 1, Agusta teaches providing a finite number of agents [i.e., resources] 
for servicing tasks [i.e., requests] (abstract; col.l, lines 48-52, col. 2, lines 54-67, col.3, lines 1- 
22). 

Agusta further teaches quantifying at least one skill [i.e., attribute] of the agents beyond 
mere binary quantification (col.4, lines 25-36 states fig. 4 shows the system has a chart to show 
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proficiency level of multiple agents for a particular skill, the proficiency level of agent for a skill 
reads on the claimed "quantifying at least one attribute). 

Agusta further teaches receiving at least one request for at least one of the agents (fig. 6, 
item 600; col. 1, lines 48-52). 

Agusta further teaches quantifying at least one skill desired by the at least one request 
(fig. 6, item 602; col. 5, lines 24-46) 

Agusta further teaches based at least in part on the quantifying steps, determining at least 
one suitable agent for servicing the at least one request (fig.6, item 618; fig.4, lines 56-58, col.5, 
lines 24-46). 

Regarding claims 2, 20 and 44, Agusta teaches that the resources include agents within a 
telephony call center (col. 2, lines 54-67). 

Regarding claims 3, 21 and 45, Agusta teaches that the at least one request includes a 
request from a caller to a telephony center (col. 2, lines 54-67). 

Regarding claims 4, 22 and 46, Agusta teaches that the agents include resources 
inherently within a computer system (coL2, lines 54-67). 

Regarding claims 5, 23 and 47, Agusta teaches that the agents include resources selected 
from the group consisting of skills (col.5, lines 24-46). 

Regarding claims 6 and 24, Agusta teaches quantifying two or more skills of the agents 
(col.4, lines 25-36, col.5, lines 24-46). 

Regarding claims 7, 25 and 48, Agusta teaches quantifying "N" number of skills of the 
agents (col.4, lines 25-36, col.5, lines 24-46). 
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Regarding claims 11, 29 and 52, Agusta teaches determining the at least one suitable 
agent from agents then available to immediately service the at least one request (col. 4, lines 1-24, 
col. 5, lines 24-46). 

Regarding claims 12, 30 and 53, Agusta teaches determining the at least one suitable 
agent from all of the agents (col,4, lines 1-24, col. 5, lines 24-46). 

Regarding claims 13, 31 and 54, Agusta teaches that the at least one attribute includes at 
least one skill possessed by the agents (col.4, lines 1-24, col. 5, lines 24-46). 

Regarding claims 14 and 55, Agusta teaches that the at least one attribute includes at least 
one functional capability possessed by the agents (col.4, lines 1-24, col. 5, lines 24-46). 

Regarding claims 15, 17, 32, 34, 56 and 58, Agusta teaches grading the at least one 
attribute of each of the resources along a scale (col.2, lines 54-67, col.3, lines 1-22, col.4, lines 1- 
24, col. 5, lines 24-46). 

Regarding claim 19 is rejected for the same reasons as discussed above with respect to 
claims 1 and 15. Furthermore, Agusta teaches quantifying the at least one functional skill desired 
by the at least one request wherein the quantifying the at least one functional skill desired by the 
at least one request including grading the at least one attribute of each of the resources along a 
scale having more than binary grades (fig. 6, item 602; col.4, lines 25-36, col. 5, lines 24-46). 

Regarding claim 36 is rejected for the same reasons as discussed above with respect to 
claim 19. Furthermore, Agusta teaches determining at least one suitable agent for servicing the at 
least one request based at least in part on the at least one quantified attribute of the agents and the 
at least one quantified attribute desired by the at least one request, wherein the means for 
determining computes a difference between the quantified at least one attribute of the agents 
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(i.e., resources) and the quantified at least one attribute desired by the at least one request to 
identify at least one of the agents that is suitable for servicing the at least one request (fig. 6, 
items 602, 618; col.4, lines 25-36, 56-58, col.5, lines 24-46). 

Regarding claim 37, Agusta teaches quantifying at least one skill of the agents includes 
inherently a computer processor executing computer software code (coL2, lines 54-67, col. 3, 
lines 1-22, col.4, lines 25-36, col.5, lines 24-46). 

Regarding claim 38, Agusta teaches quantifying at least one skill desired by the at least 
one request includes inherently a computer processor executing computer software code (col. 2, 
lines 54-67, col.3, lines 1-22, 35-67, col.4, lines 1-24, col.4, lines 25-36, col.5, lines 24-46). 

Regarding claim 39, Agusta teaches that the determining means includes inherently a 
computer processor executing computer software code (col. 2, lines 54-67, col.3, lines 1-22, 35- 
67, col.4, lines 1-24, col.5, lines 24-46). 

Regarding claim 40, Agusta teaches that the receiving means includes inherently a 
connection to a network (col. 2, lines 54-67, col.4, lines 1-24). 

Regarding claim 42, Agusta teaches that the receiving means includes inherently a 
switching system (col.4, lines 1-24). 

Regarding claim 43, Agusta teaches that the switching system includes a task center (i.e., 
ACD/PBX) (col.4, lines 1-24). 

Regarding claim 80, Agusta teaches quantifying at least one attribute desired by the at 
least one request comprises at least one inherently selected from the group consisting of: 
demographics information, a profile for a requestor, and interactive voice response (IVR) 
interaction with the requestor (col.2, lines 54-67, col.4, lines 25-36). 
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Regarding claims 81 and 84, Agusta teaches receiving a target value of the at least one 
attribute desired by the at least one request and inherently a closematch modifier that indicates 
the closeness of the quantified at least one attribute of the resources to the target value that is 
suitable for servicing the at least one request (col. 3, lines 35-67, col.4, lines 25-36, col. 5, lines 
24-46). 

Regarding claims 82 and 83, Agusta teaches that quantifying at least one attribute desired 
by the at least one request comprises using information in a profile for a requestor of the at least 
one of the resources for performing the quantifying for a request from the requestor (col. 2, lines 
54-67, col.4, lines 25-36, col.5, lines 24-46). 

Regarding claim 85, Agusta teaches receiving inherently a close match modifier that 
indicates how close the quantified at least one functional attribute of the resources has to be to 
the quantified at least one functional attribute desired by the at least one request in order to be 
suitable for servicing the at least one request (col. 2, lines 54-67, col.4, lines 25-36, col.5, lines 
24-46). 

Claim Rejections - 35 USC § 103 
6. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 
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7. Claims 16, 18, 33, 35, 57 and 59 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Agusta (U.S. Patent No. 6,584,192) and in view of Raman et al. (U.S. Patent 
No. 5,572,625). 

Regarding claims 16, 18, 33, 35, 57 and 59, Agusta fails to teach "said scale is of 0 to 
100". Raman teaches that the scale is of 0 to 100 (fig.5a, fig.5b; col.8, lines 57-67, col.9, lines 1- 
41). Thus, it would have been obvious to one of ordinary skill in the art at the time the invention 
was made to modify Agusta to allow scale being of 0 to 100 as taught by Raman. The motivation 
for the modification is to have doing so in order to provide the quantification of the capability of 
the attributes. 

8. Claim 41 is rejected under 35 U.S.C. 103(a) as being unpatentable over Agusta (U.S. 
Patent No. 6,584,192) and in view of McPartlan et al. (U.S. Patent No. 6,584,191). 

Regarding claim 41, Agusta fails to teach "network is selected from the group consisting 
of public switched telephony network (PSTN), local area network (LAN), wide area network 
(WAN), the Internet, an Intranet, or any combination thereof. McPartlan teaches that the 
network is selected from the group consisting of public switched telephony network (PSTN), 
local area network (LAN), wide area network (WAN), the Internet, an Intranet, or any 
combination thereof (abstract; fig.2, fig.3; col.6, lines 63-67, col. 7, lines 1-20, col.8, lines 23-34). 
Thus, it would have been obvious to one of ordinary skill in the art at the time the invention was 
made to modify Agusta to allow the network being selected from the group consisting of public 
switched telephony network (PSTN), local area network (LAN), wide area network (WAN), the 
Internet, an Intranet, or any combination thereof as taught by McPartlan. The motivation for the 
modification is to have doing so in order to provide the network suitable for the system. 
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Allowable Subject Matter 

8. Claims 8-10 5 26, 27, 49, 50, 60-67 and 72-79 would be allowable if rewritten to overcome 
the rejection(s) under 35 U.S.C. 112, 2nd paragraph, set forth in this Office action and to include 
all of the limitations of the base claim and any intervening claims. 

9. The following is an examiner's statement of reasons for allowance: 

Regarding claim 60, the Examiner's newly discovered reference Agusta after having all 
the limitations of the claim fails to teach the code executable to quantify at least one attribute of 
the resources further including code executable to quantify N number of attributes of the 
resources and code executable to plot the quantified N number of attributes within an 
N-dimensional space wherein the code executable to quantify at least one attribute desired by the 
at least one request further includes code executable to plot the quantified at least one attribute 
desired by the at least one request within the N-dimensional space wherein the code executable 
to determine at least one suitable resource includes code executable to calculate the distance 
between the quantified N number of attributes of the resources. Claims 61-67 and 72-79 are 
allowed since they are dependent on claim 60. 

Conclusion 
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10. The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. Gabriel et al. (U.S. Patent No. 6,560,330) teach Rules-based queuing of calls to call- 
handling resources, Brooks et al. (U.S. Patent 5,825,869) teach Call management method and 
system for skill-based routing and Villena et al (U.S. Patent 6,832,203) teach Skills based 
contact routing. 

11. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Md S Elahee whose telephone number is (703) 305-4822. The 
examiner can normally be reached on Mon to Fri from 8:30am to 5:00pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (703) 305-4895. The fax phone number for the 
organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 



MD SHAFIUL AL AM ELAHEE 
December 25, 2004 
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